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Approval Date:  Report Out Date:  

Default is Blank

Server Specifications

Open Network Task

Open Backup Task

Automated on data entry?

Automated on data entry?

Automated entry based on Primary Contact / Agency?

Create CI Record

Generate Server Name

E-Mail Approver

Automated on open? Automated on approval?

Open Billing Task

Automated on data entry?

To be filled out by Requestor and Reviewed by Server Tech

Opens Task for Bev to verify?

Examples: CJI, FERPA, FTI, GLB, HIPAA, PCI DSS, PII

Policy for ONE server per Request?

Issues/Concerns

Non-standard exclusions:

Specific scheduling requirements:

Requested Local Admin Membership:

Requesting Agency:

Agency Primary Contact: DOADETCapacityManagement@wisconsin.gov

Distribution List is preferred

Agency Primary Contact Phone: 608-224-7118

All fields required

Does this accommodate FS/appliance?

Firewall Rules

Linux OS would spawn different Volumerequirements

DNS

Is this still necessary if all of 
the data below is gathered?

One button to accomplish all 3?

Approver Name:

DOA/DET

Britsch, Herb – DOA

Description: DET Cloud Services Metrics Gathering Sever

Primary Use: Utility/Management

Environment: Production/Production

Regulatory Data: Yes

Identification

Service Offering: Agency Managed Application (AMAS)

Requested Domain: enterprise.wistate.us

OS: Microsoft Windows Server 2012 R2 Datacenter x64

CPU Processor Count:

Memory (GB):

2

8

C:\drive: Size: Fixed Size per OS

E:\drive: Size:

F:\drive: Size:

G:\drive: Size:

Other:\drive: Size:

Note:  Applications/Programs do not get installed to the C: drive.

Support

Default SLA: DOA Base Support WUG Monitoring Override: Default

Patching Group: Group 2 Green

Backups Required:

SQLAdditional Backups Required:

Standard - Daily backup kept for 30 daysRetention Requirements:

In Service Date:

Billing Start Date:

12/15/2015

12/15/2015

Network To be filled out by Server Tech

Ipv4 Address:

Approve Deny

1: A09126AH12

2:

3:

4:

90%

-Only one Billing Cost Code is required, but multiples can be entered if needed.
-If more than one Billing Cost Code is entered, please make sure the allocations total 100%.

%

%

%

90% Note:  Allocation does not equal 100%Billing Cost Code Allocation Total:

(Click here for a Code Funding Key)

Billing/Financial

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

Project Members Role  

Susan Lee Process Owner 

Billy Jo Peterson Lean Project Team Lead 

Eric Landsverk ESD Member 

Sari Awadalla Server Member 

Srinivas Gadi Web Platform Services Member 

Christi Daveler Business Relationship Manager 

Terri Oliversen Business Performance\Billing Member 

David Hesse DOT Member 

Nathan Harper DOC Member 

John Pribek Lean Project Subject Matter Expert 

Background 

The current service request (SR) process often requires DET employees to contact customers multiple times to obtain agency approvals and billing 

information.  Since these customer interactions are unnecessary and add no value for the customer, they result in process delays and customer 

dissatisfaction.  Also, delays in closing the SR occur due to outstanding billing tasks and consequently skew DET metrics. This project was based off the current 

server build process. 

 

 

 

Goal  
 Reduce the amount of time needed to obtain agency approvals and complete billing tasks. 

 Improve customer/employee satisfaction 
 

 

 

Follow Up Plan 

1. Implement Cherwell workflow 

functionality 

2. Follow up survey to customers 

3. Run metrics report for timeliness 

 

 

Calculation of Waste 

Current DOC Process 
Process Time: 30 Min 

Lead Time:  3 Days, 4 Hrs and 15 Min 
 

Current DOT Process 
Process Time: 25 Min 

Lead Time:  3 Days, 2 Hrs and 10 Min 
 

Current Slippery Process 
Process Time: 25 Min 

Lead Time:  5 Days, 1 Hrs and 15 Min 
 

Current ESD Process without info 
Process Time: 55 Min 

Lead Time:  9 Days and 19 Min 
 

Current ESD Process with info 
Process Time: 20 Min 

Lead Time:  1 Days and 19 Min 
 

Current Billing Process  
Process Time: 40 Min 

Lead Time:  91 Days and 20 Min 
 

 
Proposed Approval Process 

Process Time: 30 Min 
Lead Time:  19 Min 

 
Proposed Billing Process  

Process Time: 15 Min 
Lead Time:  15 Min 

 

 

 

 

Agency Issues Identified 

1. No approval given 

2. Correct approval list 

3. No one owns approval list 

4. Training 

5. Automated Scheduled 

completion dates 

6. Paper lists 

7. Approval Lists confusing 

8. No formal process 

 

Measures to track improvement 

 Amount of time elapsed 
between original submission of 
SRs and time when all the 
necessary agency approvals are 
obtained 

 Amount of time elapsed 
between original submission of 
SRs and time when billing tasks 
are completed 

 Customer/employee 
satisfaction survey results  

 

 

  
Average Days SR Create Date To Resolution 

Server Build Requests in the Server 
Team Cherwell Assignment Group 

46.30 Days 

  
Average Days Task Open to Close 

Server Build Tasks in Billing\Rates 
Cherwell Assignment Group 

42.65 Days 

  
Average Days SR Open to Close 

Server Build Requests in the Server 
Team Cherwell Assignment Group 

66.13 Days 

 

 

Approval Recommendations 

 Agencies will maintain a list of approvers and provide the Distribution 

List(s) to DET 

 Agency approver list will be maintained in Cherwell 

 Specific Forms in Cherwell 

 Service, Subservice and Action will drive the required specific form  

 Specific form will provide the approval and billing fields required before 

further routing from the ESD 

 Logic for emails in Cherwell requesting billing information and approvals 

 Clock doesn’t start until information received 

 Auto escalations if no information 

 Specific form requesting billing start date 

 Remove the Automated Scheduled Completion Date 

 Add Billing date field 

 Report to agencies showing pending tickets waiting for approvals 

Billing Recommendations 

 Billing begin date 

 Specific Form 

ESD\Tech Issues Identified 

1. No billing approval  

2. Incorrect approval list and not in 

a central location 

3. Lack of information and 

consistency in information 

4. Paper lists 

5. Automated Scheduled 

completion dates 

6. Authorizer\Requestor being out 

of the office 

 

Billing Issues Identified 

1. No billing approval  

2. Incorrect approval list and not in a 

central location 

3. Lack of information and consistency 

in information 

4. Paper lists 

5. Scheduled completion dates 

 

Slippery Issues Identified 

1. DET Staff Training Process 

2. Bloated billing 

3. Miscategorized service request 

4. Multiple requests in service request 

5. No approvals 

6. Management not following process 

7. Built without a Service request, 

submitted via email 

8. Takes staff time 
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Approval Date:  Report Out Date:  

DOT Agency Current Process Without Approval or Billing Info
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1 Hour
Asks for 

approval 

5 Min

Approves
Yes/No

Receives approval 

and continues with 

ESD process

Receives 

Email

5 min

Provides 

Approval or 

denial  

Email

5min

Determines 

Need 

5 min

Asks BITS 

Requestor 

5 min

1 Day

2 Hour

5 Min

1 Day

1 Day

5 Min

DOC Agency Current Process Without Approval or Billing Info

E
n

te
rp

ri
s
e

 

S
e

rv
ic

e
 D

e
s
k

A
u

th
o

ri
z
o

r
R

e
q

u
e

s
te

r

Open SR 

5 min

Receives SR 

and reviews 

using ESD 
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5 min

Asks for 

approval 

5 Min

Approves
Yes/No

Receives approval 

and continues with 

ESD process

Receives 

Email

5 min

Provides 

Approval or 

denial  

Email

5min

Send email 

requesting 

infor

5 Min

5 Min

5 Min

1 Hour

5 Min

3 Days

1 Hour 1 Hour

1 Hour

Slippery Process
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Opens 

Request  

5-10 min

Receive 

Request 

1-5 min

Begin 

Work

1 Day

5 Min

1 Day

1 Day

1 Day

Opens 

Request  

5-10 min

Receive 

Request 

1-5 min

Turns over 

to 

Requestor

Receives 

Equipment  

5-10 min

Catches it 

missing by 

report

2-5 days

Researches SR 

with Tech Team

1 hour

Contacts BRM, 

ESD & Agency 

20 Min

Sends email to 

Supervisor

5 Min

Receives Emai

5 Min

Starts Agency 

Process

5 Min

1 Day
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Billing Current Process Without Completed Information
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Receive 

Task 

5 Min

Missing 

Information

Review 

Task

5 Min

Create CI 

5 Min

1 Day

1-3 Days

Email 

Contact 

Areas

5 Min

Go to 

slippery 

process

5 Min

Billing Current Process With Completed Information
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Enter Info 

into Billing 

System

5 Min

Receive 

Task 

5 Min

Review as 

time 

permits

5 Min

Complete?

Review 

Task

5 Min

Active CI?

Yes\No

Enter Info 

Data 

Storage 

State

5 Min

Close Task

5 Min

Send 

updated 

info to 

Billing 

Entry

5 Min

Create CI 

5 Min

1 Day

5 Min

5 Min

5 Min

90 Days

No

Yes 5 Min

 

 

 

ESD Current Process
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Opens 

Request  

5-10 min

Receive 

Request

1-5 min

Review 

Request 

for 

Approval

5-10 min

Create 

Billing Task

5min

YES

NO

Billing Task 

Review

Route to 

Work 

schedule 

with 

approval

Send email 

to agency 

Receives 

email

Reviews 

Request

NO

YES

Requests 

ticket 

closed

Sends approval 

email and funding 

code

Sends 

approval to SR 

Manager

Receives approval 

and routes to Work 

schedule

15 min

Route to 

SR 

Manager

Wait 1 day 

send email to 

requestor

5 min

Receive email 

& update ticket

5 min

Wait 1 day send 

reminder email 

to requestor

5 min

Update 

Billing task 

with info

5min

Begin 

Work

1 Day

24 Hours

1 Min

5 Min

2 Min
1 Min

10 Min

1 Day

1 Day

1 Day

1 Day

1 Day

1 Day

1 Day
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Propossed Process
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Opens Request using 

Agency Process 

5-10 min

Receive 

Request

1-5 min

Review 

Request 

for 

Approval 

and 

information

5-10 min

Create 

Billing Task

5min

YES

NO

Billing Task 

Review using 

specifics forms

Route to Work 

schedule with 

approval

Cherwell sends 

email to agency 

requesting 

information

Reviews Request 

and starts agency 

process

NO

YES

Requests 

ticket 

closed

Sends approval email 

and funding code 

through Cherwell 

workflow

Receives approval 

and routes to Work 

schedule

15 min
Route to 

SR 

Manager

Receive email 

& update ticket

5 min

Update 

Billing task 

with info

5min

Begin 

Work

24 Hours

1 Min

5 Min

2 Min1 Min

10 Min

1 Day

1 Day

1 Day

1 Day

1 Day

1 Day

Use Begin 

Bill Date

Enter 

subscription

 

 

 

 

 

 

 

 


